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As China entering WTO and the continuous development and application of 
high and new technology, automobile products now are tending towards 
homogeneity in terms of performance, price and appearance gradually. The 
influence from the market competition strategy of differentiating functions has 
been decreased day by day; and service has become the main role of the 
competition. Customers have really become the basic conditions for the survival 
of the enterprises, and customer satisfaction has turned into an essential motivity 
for the development of the enterprises. Along with opening up the automobile 
circulation terminals, especially, as of October 1,2005, the ‘Administration 
Methods for Automobiles Brand Distribution’ will become effective, foreign 
capital can be put into the circulation field, which will further aggravate the 
competition of the automobile circulation walks. This essay analyzed the 
customer value from the auto users and the customer satisfaction in service 
market and service implementation, by using the theories of customer 
satisfaction, marketing in aftersale market as well as the administrative theory of 
service operation; through integrating the actual situation of Fujian FS company 
acting as special dealer of SVW and the current status of customer satisfaction 
towards this company, the essay also analyzed the demands of different 
customer groups, by means of fractionizing the target market so as to utilize it as 
a basis for service quality improvement and to design and further implement the 
service process, in order to achieve the improvement of the customer 
satisfaction.  
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第一章  国内汽车行业现状分析 
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际汽车制造商协会)统计，2002 年我国汽车产量为 325 万辆，世界排名为第
5 名。2003 年汽车产量 445 万辆，2004 年我国汽车产量为 507 万量，成为
仅次于美国、日本、德国的世界第 4 大汽车生产国。我国汽车年产销达到
100 万辆历时近 40 年，从 100 万辆增至 200 万辆历时 8 年，增至 300 万辆
仅用了 2 年，而突破 400 万辆则只用 1 年时间。这表明我国汽车工业正处
于超高速增长阶段，增速之快为世界各国汽车工业发展过程所罕见。 
进入 21 世纪以来，我国汽车特别是轿车的生产和消费双方都进入了高
速增长时期，尤其是 2002 年、2003 年汽车产销出现了“井喷”现象，年增长
率超过 50％。然而与"井喷"相比，车市回落的到来更加突然。2003 年底,
汽车厂商谈得都是产能、规划，而 2004 年 4 月份以来，主流厂商降价风潮
接连不断,汽车市场充斥的是降价、库存，汽车产销总体增幅逐月下降，表





诱惑，全国有 23 个省市都在搞汽车，分别设立了 190 个整车厂、292 个特
种车及改装车厂、98 个车身厂、3900 多家汽车及摩托车零部件和配件厂。

































约占整个汽车业利润的 20%，零部件供应利润约占 20%，而 40%～60%的
利润是在服务、维修、融资服务等领域产生。尽管目前我国汽车市场还远
未称得上成熟，但当汽车研发和生产的工艺基本上都能从国外复制的时候，






                                                        



























SPARE PARTS 零配件供应（产业价值链供销用整合） 
SURVEY 信息反馈（了解市场及顾客的需求） 
SECOND-HAND CAR 旧车处理（深度服务，顾客忠诚度） 
 
图 1：汽车的 5S 示意图 
   1S           2S          3S          4S          5S 
 
  Sales          Services    Spare Parts   Survey     Second-hand Car 









































































































图 2：FS 公司组织结构示意图 















自 2000 年上海大众厂家实行经销商区域销售以来，FS 公司销售区域为
福州地区，连续五年是上海大众福建省销量冠军。但是，销量的增长并未
与上海大众的增长同步，尤其是 2003 年中国轿车市场出现井喷行情，轿车























































































将顾客让渡价值表示为函数的形式: CDV = TCV - TCC 
总顾客价值函数: TCV = F (X1, X2, X3,…… ) 
总顾客成本函数: TCC = F (Y1, Y2, Y3, …… ) 
顾客让渡价值函数又可以表示为: CDV = F(X1, X2, X3, ……; Y1, Y2, 
Y3, ……) 
以上各式中: 
 CDV (Customer Delivered Value) 表示顾客让渡价值; 
 TCV (Total Customer Value) 表示总顾客价值; 
 TCC (Total Customer Cost) 表示总顾客成本; 
 X1, X2,X3, …… 表示影响总顾客价值的各种变量; 
 Y1, Y2, Y3, …… 表示影响总顾客成本的各种变量。
②
 
                                                        
① [美]菲利普 科特勒：《营销管理》，第 66 页，上海人民出版社，2003 版 
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